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‘ Topic
OneTime
Password (OTP)
Token

Electronic Visit Verification:
Frequently Asked Questions (FAQS)

‘ Question
1.When clocking in with the OTP token,
whatinformation doyou need?

Answer
Two piecesof information: (1) The time stamp number ofthe
OTPdisplayand (2) eitherthe 9-digit numberon the back of
the OTPor the participant’s11-digit Medicaid (MA) number,

OneTime
Password (OTP)
Token

2. What happenswhen the participant
doesn't have their OTP token for some
reason?

Provider Admin and Billing Provider userroles can enterthe
time manuallyinto LTSSMaryland.

OneTime
Password (OTP)
Token

3. Whatifthe participanthaslimited
accessor doesn'thave areliablephone?

We recommendan OTPtoken be assigned. The Direct Support
Professional (DSP) will still need to use a phone, butcan use
theirown phoneora landline.lfa phoneisnot available,
Provideradministrators may enterthe time manually into
LTSSMaryland.

OneTime
Password (OTP)
Token

4. Whatif the participant breaksor loses
theirOTPandthereisa lagtime until
the participantgetsthe newtoken?

If the OTPisbroken or lost, clockin and clock outdetailscan be
entered manually by the Provideradministratorsinto
LTSSMaryland until a replacementisreceived. Providersshould
share OTP concernswith the person’s Coordinator of
Community Services (CCS)soa replacement OTP can be
provided.

OneTime
Password (OTP)
Token

5. Whatwill OTP distribution looklike
with COVID limitationsand restrictions?

CCS agenciesdecide the bestwaytodistribute OTPs. Many
OTPshave already been distributed to participantswho use
Personal Supportservices.

OneTime
Password (OTP)
Token

6. Howdoesthe CCS requesta new OTP
token?

Each CCSagency hasalreadyreceived a bulk shipmentof OTP
tokens. If more are needed, they can reach outtothe MDH ISAS
team to getadditional tokens.
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OneTime
Password (OTP)
Token

7.When a DSPis providing Personal
Supportservicesbothinthehomeand
inthe community, willthe OTPtoken
be usedto clockinand out for the
separate locations?

No,the DSP shouldjustclockinatthe beginningandoutatthe
end of services, regardlessofwhetheritisinthe homeor
community. Ifyou have a breakage ofservices, clock out. Ifitis
onecontinuousservice, justclockinand outonce.

OneTime
Password (OTP)
Token

8. Cana participant haveboth options
“turned on"?Thatis,cana participant
use theirown phone numberand also
havean OTPassigned?

Yes. When thisoccurs, there are two scenarios:

1) Ifthe DSPcallsin using a participant'snumberthatislisted
forthemin LTSSMaryland and that numberis notshared with
another participant, ISAS (Maryland's EVV system) will notask if
a tokenisassigned.

2) If the DSPcallsin from a phone number notrecorded in
LTSSMaryland orthatisotherwise not unique tothe participant,
then the EVV system will ask for both a)the digit OTP code and
b) the participant's11digit MAor 9 digit OTP Serial Number.

OneTime
Password (OTP)
Token

9.CanaCCSrequestatokenifa
participanton their caseload loses/
breaksone?

Yes. Each CCSagencywasgiven OTPtokensat10% above the
agency'scaseload of participantsreceiving Personal Supports. If
a participantlosesthe token, the agency shouldhave one
availabletoreplace immediately.|lftheagencyasa wholeruns
out of extras, then please have a CCS supervisor or CCS Agency
administrator request a batch from the ISAS team by emailing
mdh.isashelp@maryland.gov. CCSshould NOT request tokens
individually from ISAS.

OneTime
Password (OTP)
Token

10.Should/canCCS agenciesassign the
OTPtokensbefore dropping themoffto
the participants?

Yes, howeveritisrecommended thatthe CCSagenciesassign
the OTPs before dropping them offwith the participant. The
OTPassignment processrequiresthe 6-digit code, which willbe
easierwhen you have the OTPtoken with you physically. Please
note, assigning the OTP token will impact howthe DSP clocks-
in/outimmediately, so please coordinate with the participant.
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In-Home 11.Isita HIPPA violationforthe Personal | No, justknowing the MA#is nota HIPAAVviolation.Ifthe
Supports Supportsstaffto knowthe participant's | harticipant doesn't feel comfortable sharing the MA#, the DSP
Assurance Medicaid number? can usethe 9-digitserial# from the OTPtoken as an alternative.
System (ISAS)
In-Home 12. Most of the participantsouragency [ Aslongasthereisan OTPtoken issuedto the participant,the
Supports supportsuse Personal Supportsinthe | DSPcancallinfrom any phone.
é;s/zrer?nn((lngS) community,and manydonothavea

cell phone. In otherwords,thereisno

phonetouse otherthanthe DSP's

phone.
In-Home 13. Does Maryland have any parameters | Yes, eventually the limitwill be 4x per month, per DSP. After
Supports around manualedits? Isthereacertain | that isreached, MDH will review every manual entry tied tothat
Assurance numberof manualeditsthatwould DSPand confirm the entry beforeitis processed for payment.
System (ISAS) triggeranauditorto withhold However, there will be a hold on thislimitation during the

reimbursements? rollout/transition. Additionally, thislimitation doesnotapplyto

manual entriesrelated to AppendixKremote supports.

In-Home 14. Are DSPs going to have two different | DDArelated Personal Supportsservices must use the ISAS
Supports systemsfor clockinginandout (DDA system. For private in-home supports, itisup to that Providerto
é}s/zger?nn(ngS) fundedvs. private in home supports)? manage theirown policies/processes.
In-Home 15.Will Maryland increase the number of | The manual entriesin the system arestill cappedat 4. But,due
Supports manual time entries per month tomore | to the current public healthemergency and other extenuating
Assurance than 6? circumstances, Medicaid's ISAS team will be reviewing this
System (ISAS) closely and providing additional opportunitiesas needed.
LTSSMaryland 16. If participantschange theirphone In thiscircumstance,the participantshould have an OTP token,

numberfrequently, howwill which meansthe DSP can callinfromany phone number. The

LTSSMaryland knowand keep upwith | CCSisrequiredtologintothesystem and update the

the accurate data? participant's phone numberinformation aswell.
LTSSMaryland 17.Canthere be morethan one Provider| Yes, there can be multiple Provideradmin usersatanagency.

administratorin LTSSMaryland?
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is notableto be saved. Moving forward,
will LTSSMaryland now allow CCS to
enterand save new phone numbers for
the participantswe support?

LTSSMaryland 18.Can you haveadual rolein LTSS? Yes, a person can bea program staffand billing staffin the
For example, canyou be a program staff| system. At any time, youradministratorscan updatethisand
and bea DSP? set the program staff up accordingly.

LTSSMaryland 19.If the Provideradministrator hasto No, it doesnot. Thereisa general timeline forwhen each
enterthetimeinandoutin month’'srequirementsare to be submitted. Detailswill be
LTSSMaryland,doesithavetobedone | includedinthelSAS policy.
on thedayof serviceitself?

LTSSMaryland 20. Currently,demographicinformation | CCS are able toenterand save phone numberscurrently. Ifyou

have anyissues, please submita tickettothe helpdesk.

Person-Centered
Plan (PCP)

21. For the detailedservice authorization
updateswe need to make, will the new
PCP signature page be needed?

Yes. Atanytimewhenthereisachangetosomeone’sservices
inthe system, thereisa requirementtosign off on an electronic
signature pageinthesystemanda new participantand CCS
signature page.

Person-Centered
Plan (PCP)

22. Howwill the process be different for
newindividualsenteringthe system
during thistransition? Will they start
firstin LTSSMarylanduntil Providersgo-
live date?

For new participantsthatenter PCPsafter their Provider's
region hasgonelivein ISAS, the Personal Supports billingwill
be through EVV ISAS. New participantswill be authorized in
PCIS2 until theirregion'sgo-live date.

Person-Centered
Plan (PCP)

23. Do we need to doa modified
request for service changetochange
from personal supportsto personal
supportsenhanced?

No, a Revised PCP should be completed in LTSSMaryland.
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Person-Centered
Plan (PCP)

24.Currently, only 27% ofthe individuals
we serve under Personal Supportsare
visiblein LTSS. How will Providers bill for

individualsthatwe are unable toaccess
in LTSS?

All participants, authorized Personal Supports, Person-Centered
Plansare being reviewed toensure the appropriate service level
and providerisincluded inthe approved plan before the go-live
date. Ifanindividual isnotcurrently listedin the provider's
LTSSMaryland clientroster, it meansthatthe providerisnot
currently listed on an approved PCP for them inthe system. Itis
importantfor Providerstobegin using EVV on your go-live date
regardlessofthe status of the PCP. Thiswill allowthe tracking
to begin and provide data forany reconciliationthat may need
to be done.

Person-Centered
Plan (PCP)

25. If a Provideragencydeclinesthe
PCP, isthe persondischargedfromthe
Providerand the CCS proceedsto find
another placement Provider?

Itisimportantforthe CCS, Providerand the participantto
communicate and coordinate.lfthe Provider declinesthe PCP,
theyshould inform both the CCSagency and the participant. At
thattime, the CCS needstocoordinate with the participantto
identifya new Provider.

Person-Centered
Plan (PCP)

26. If the currentapproved PCPalready
alignswith the service authorization
tool, isthe CCS still required to providea
newplan?

If the PCP currently reflectsthe correctservicesand the
Provider hasapproved it,thereisnoaction needed.

Self-Directed
Services (SDS)

27.How doesthe EVV process work for
individualsin self-directed services. If
the person doesn’t have a specific
Providerlistedin LTSS, howdoesbilling
work?

DDAwiill provide guidance for peoplein self-directedservices
shortly.

Individuals
SupportServices
(1SS)

28. Will the EVV system also be used for
individualsreceiving ISS?

ISS servicesthatinclude Personal Supportsservicesshouldbe
unbundledand listed separately as Personal Supportsin the
Person-Centered Plan. All Personal Supportsservicesare to be
billed using the EVV system.
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Appendix K 29. Howwill people use the ISAS system | As part of Appendix K, there wasthe allowance for virtual
if theyare utilizing virtual supports? supportsto be used. For the time being whileremote Personal
Supportsservicesare available, thetime can be entered
manually.
Personal 30. Do you need a newlicense for No. If you are certified asa Personal Supports provider, you can
Supports Personal Supports Enhanced? also provide Personal Supports - Enhanced services. No new
applicationisrequired.
Personal 31.Should EnhancedServicesbe Individualsthat meetthe Personal Supports - Enhancedcriteria
Supports selected for everyone with a behavior as noted in ourapproved Waiver may request Personal
planorhealthrisk screening tool score | Supports- Enhanced beindicatedintheir PCP. For the
of 4 or higher?lsanyotherapproval increased ratetobe approved, the person musteither havea
neededtoselecttheservices? currentapproved ora Health Risk Screening Tool (HRST) score
of 4 or higher. Ifthose are entered andincluded inthe PCP, the
regional office canimmediately authorize.
Personal 32. What rate will be used afterthe go- | Therateslistedin LTSSMarylandfor Personal Supports, 15
Supports live date? minute unit:
Personal Supports: $8.31
Personal Supports Enhanced:$11.07
LTSSMaryland willbe updated with the ratesforthe Geographic
Differential after federal approval of Amendment #3. The
Geographic Differential rateswill be:
Personal Support: $10.69
Personal Supports Enhanced:$13.86
Personal 33. Istransportationincludedinall Transportation isincluded under both Personal Supportsand
Supports Personal Supports? Orjust Personal Personal Supports- Enhanced underthe newratesthatwill be
SupportsEnhanced? billed through EVV.
» Updated:10.1.2020
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expected tomonitorwhenthe DSP
clocksinandout? Everyweek?ordo
theyreviewitquarterly? Aretheyalso
tasked with monitoring what DSP
deliversservices? Thisisa lot of
responsibility to puton the CCS. Are
they being asked to monitor Provider
billing?

Personal 34. Are you requiredtosubmita If you have notappliedtobe a Personal Supports Provider, you
Supports separate applicationin ePrep for will need tocomplete that processand have thatas part of your
Personal Supports? authorization. Providersshould make sure theyare approved
and authorized for Personal Supports.
Personal 35. Isthe CCS expected to monitor CCS are NOT expected to monitor Provider billing.
Supports when servicesare given? Are they

Bridge Funding

36. We are assumingthe Jan 2021
paymentwill notinclude anyadvance.
Is thatcorrect?

TheJanuary paymentwill include an advancetoensure
adequate cash flow. The reconciliation will take place through
the cost report processfor theyearend close.

Training

37.Can CCS agenciesattendthe
Provider billing functionality training so
thatwe can be prepared for questions/
accurate information?

No. The ProviderBilling Training thatisbeing provided online
will have alimited number of people on adaily basis. We
recommend CCSagenciesdon'ttake those slots, sowe can
make sure enough Provider staffistrained appropriately. CCS
agency functionality iscompletely differentthan what Providers
see.CCS agenciesdonothave accessto the partof the screen
where Providersare abletoenter billingandmakeotherinputs
inthe system. For general use training andrecorded webinars,
we would be happytosharethose with CCS agenciesaswell.

Communications

38. For familiesor participantswithout
theinternet: Whatisthe plantoget
them information?

There are a variety of ways to share informationwith
participantsand families, includingthrough lettersfrom the
DDA, and interactionswith the Providerand the CCSagency.
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DetailedService | 39. Doesthe service authorization tool No. The new Detailed Services Authorization Tool (DSAT) helps
Authorization processrequirea PCP team meeting for | teamsidentify the appropriate servicesand unitsforthe
Tool (DSAT) each person? LTSSMaryland PCP detailed service authorization section. It

was created toimprove and expeditethe planningand
development processfor requested servicesin the monthly
detailedservice authorizationsection. Providerscomplete the
DSAT, proposingthe amount, duration,and scope of servicesto
supportthe personto achieve theirgoalsand meetthe
assessed needsand preferences. The CCSwill reviewthe DSAT
with the personand hisorhersupportteam. As always, the
person may acceptthe proposed servicesor choose to seek
differentservicesthat bestfit theirneeds.
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